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European business sector pays more increasing attention ever to competences, such 
as the sense of initiative and Service related skills. Social, Personal, and Organizational 
Competences are becoming competitive factors in the service economy, even 
though these competences are mainly being acquired in informal contexts. Still, there 
are no opportunities to acquire these competences at most universities. It was the 
main reason for conducting research and developing the Erasmus+ project E-VIVA 
project, with the aim to develop a learning approach for Service Related 
Competences in Higher Education. The University of Montenegro and the University of 
Donja Gorica are involved as partners on the E-VIVA project in the research of the 
state of the art of Service Related Competences in Montenegro. Accordingly, the two 
institutions performed joint research in the field through three instruments: desk 
research, online questionnaires, and an interview. Target groups for the research were: 
students, HEI, enterprises, administration, Chamber of Commerce. In this paper, the 
results of the research are presented, with a special focus on results obtained in online 
questionnaires. The main reason for that research is to evaluate a current state of 
Service related competences in Montenegro and to develop a model for the 
improvement of these competences in Higher education, in order to improve the 
employability of future graduates. 
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Introduction 
A difference has been made between products (which are material) and services, 
prior to the release of ISO 9000:2000 standard. Upon introduction of the standard, a 
product is now used in its generic sense. Products and services are often connected 
to what companies offer. Hence, a constructor of machines and tools ensures an after 
sale maintenance, as well as sometimes embedding in user’s places, commissioning, 
and training of operators. Opposite to this, a hotel – restaurant provides services may 
also comprise delivery of products. Therefore, a pair product – service is becoming 
more attractive (Maxwell et al., 2003; Oliva et al., 2003). 
 Comprehensiveness and complexity of a service, namely its representation in the 
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growth to 55%, in relation to industry and agriculture, which participate with 45% 
(Vojnović, 2008). There is a prediction that services will be represented in the global 
economy, with 85%. 
 There are several definitions of services. According to the ISO 9000:2015 standard, 
services can be defined in the following ways:   “Service often involves activities at the 
interface with the customer to define customer requirements as well as upon delivery 
of the service and can involve a continuing relationship such as banks, accountancies 
or public organizations, e.g., schools or hospitals.” Provision of a service can involve, 
for example, the following: (i) an activity performed on a customer-supplied 
tangible product (e.g. a car to be repaired); (ii) an activity performed on a customer-
supplied intangible product (e.g. the income statement needed to prepare a tax 
return); (iii) a delivery of an intangible product (e.g. the delivery of information in the 
context of knowledge transmission); and (iv) a creation of ambience for the customer 
(e.g. in hotels and restaurants). 
 Services can also be defined as products that are, by the rule, of non-material 
nature such as, e.g. transport and similar (Krivokapić, 2008). It can be a result of at 
least on activity in relationship deliverer and user (Vujović et al., 2014).  
 Service economies in developing countries are mostly concentrated in financial 
services, hospitality, retail, health, human services, information technology, and 
education (Szirmai et al., 2015). The dominant elements of a service are generally 
intangible, and they are, in most cases experienced by the customer (International 
Organisation for Standardisation, 2015). However, the production sector should not be 
distinguished from the service sector since there may also be services related to the 
products (e.g., in the IT sector) and may require service competences for quality 
performance (Cooksy et al., 2005).  
 The University of Montenegro and the University of Donja Gorica, as partners on the 
EVIVA project, are involved in the research on the status of service related 
competences in Montenegro (E-VIVA project, 2018). Accordingly, the research was 
conducted, and it consisted of three parts: desk research, online survey, and focus 
group. Target groups for the research are students, HEI, enterprises, administration, 
Chamber of Commerce. 
 
Methodology 
Desk Research  
The desk research on service related competences in Montenegro was conducted 
by professors of the University of Montenegro and the University of Donja Gorica. The 
desk research encompasses 4 topics as the following: 
o Part 1: Service Related Competences in practice 
o Part 2: Service Related Competences in Higher Education 
o Part 3: Learning Technologies and blended learning in Higher Education  
o Part 4: Job related Competences, Informal learning, and Validation 
 
Focus group 
The focus group was performed with 1 entrepreneur (business person), 2 professors 
(the University of Montenegro and University of Donja Gorica), 2 students (the 
University of Montenegro and University of Donja Gorica) and 1 member from the 
Chamber of Commerce. There were 5 questions (each with more than 1 sub-question) 











EVIVA is a research and development project addressing the issue of students’ skills 
development, facilitation, and validation of their skills in informal learning contexts. The 
project aims at the identification of the most fundamental competences for a service 
economy, and it will contribute to higher transparency of these, for students, teachers, 
employers and any other subject interested in it [E-VIVA project]. Informal learning 
contexts are gaining on the importance, and the project will identify main issues and 
will contribute to the further advancement of new ways of learning [E-VIVA project]. 
The Online Questionnaire was distributed to all partner countries at the Erasmus + 
EVIVA project. It consisted of 5 parts: Introduction and statistical background data, 
Service Economy and Service Related Competences, Acquisition of Service Related 




Some of the most relevant findings are presented in the following text, and they tackle 
the following issues:  
o Service Related Competences in Practice 
o Service Related Competences in Higher Education 
o Learning Technologies and Blended Learning in Higher Education  
o Job Related Competences, Informal Learning, and Validation 
 
Service Related Competences in Practice 
The basic strategic branches of the Montenegrin economy are based on services, 
especially in tourism, transport, as well as on agriculture and its service processes. 
Montenegro has recognized its potential in the development of the service sector and 
had changed its strategic direction of development. The economy is being 
restructured from the production oriented to the service oriented enterprises, through 
reorganization of the economy. The state bodies promote a necessity for collection 
and validation of competences referring to service and other sectors.  
 The needs of the business sector in Montenegro contributed to the promotion of 
dual education in high schools, especially in the service sectors such as tourism and 
hospitality. It happened mostly because Montenegro is a well-known tourist 
destination, and the tourist product is financially important for the state budget. The 
business subjects also frequently appear as initiators for the development of certain 
studies, i.e., educational program. They define levels of the required knowledge, 
competences, and skills, i.e., studying outcomes to be mastered by students or pupils, 
and it is relevant both for service business sector and in other areas. 
 All the competences, acquired at higher (and lower levels) of education are 
collected, analysed and adopted, and thereafter classified in the national 
qualification framework aligned with the European qualification framework, through 
the body of the National Qualification Council, as well as sectoral commissions. 
 
Service Related Competences in Higher Education 
The study programs at the higher education are implemented in accordance with 
market requirements, i.e., requests of the business sector. Namely, the competences 
acquired during the creation of certain study program must be proved as convenient 
to be used at the market, i.e., must satisfy the business sector requirements.  
 There is no specialized educational program in the state for the development of 
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for specialized fields, such as tourism, hotel management, economy, law, foreign 
languages, etc. 
 
Learning Technologies and Blended Learning in Higher Education  
There are no official statistics available on the use of learning technologies at 
universities. However, depending on a specific faculty, there is an application of some 
services on specific courses. They refer mostly to faculties which are more practice 
oriented, requiring laboratory research and precise results which cannot be obtained 
in any other way. The courses are organized on the use of the methodology that goes 
beyond lecturing. Apart from using the software, teaching is being increasingly 
organized around students’ needs and their future development. It means that the 
basic modality of learning improves students’ capabilities through investment in not 
only their knowledge but also in their life intensity.  
 There are no universities or faculties specialized in delivering blended learning. 
However, there are activities which are undertaken during research projects, which 
aim to develop a new approach or technology that can be used at universities. Some 
of these are intended for exclusive use in projects while others may be convenient for 
a wider audience, especially teachers and students. Unfortunately, there is no 
database on these activities at each university, nor even at faculties. 
 In accordance with the law, faculties are obliged to provide 25% of the education 
in practice, and there is an increasing number of cooperation between universities 
and the private and public sector. Accordingly, the University of Montenegro 
established a plan of teaching for the purposes of organizing practical classes in some 
companies where practical training will be conducted. Some of the major examples 
are identified in section 2.5.  
 The University of Donja Gorica has developed a special project for students, called 
Ideas and Character, and all its students are obliged to participate. They are given an 
idea of the project at the beginning of every semester, and they work in groups and 
prepare presentations. 
 
Job Related Competences, Informal Learning, and Validation 
Validation of competences is essential for HE institutions because it enables them to 
know which competences, knowledge, and skills they are developing. Creating study 
programmes depends essentially on understanding, which competences students will 
develop; hence, the criteria for the development of courses are defined in 
accordance with these rules. On the other hand, the private sector, together with 
public institutions, utilises the existence of these rules, based on understanding what 
type of knowledge, competence, and skills they can expect from prospective 
employees. 
 There is no validation system for vocational training and similar educational options. 
Employers in the private sector look for these types of education, especially, because 
they provide additional skills, which are often ahead of what HE institutions offer. Some 
of the vocational training is offered by the Employment Agency of Montenegro, 
through active labour market policies, but statistics are only available on the yearly 
level, with no specific information about persons who participate. However, the 




Results of the focus group are targeting the following issues: 










o Provision of Service Related Competences Education 
o Methodology 
o Service related competences and Validation 
 
The general demand for education on Service Related Competences 
All respondents agreed that the demands for education where service related 
competences are acquired were very significant in size. It is especially evident from 
the number of students enrolled in faculties such as economics, tourism and hotel 
management, etc. In addition, it was noticed that at a higher level of studies, i.e., at 
master's studies, at the Faculty of Economics, a large number of students who have 
completed technical studies, enrol and are interested in widening their competencies 
in the field of a service economy. 
 Most respondents agree that there are programs and modules for acquiring 
university knowledge related to achieving service related competencies. For 
secondary and elementary education, there are also modules and programmes for 
acquiring knowledge in the field of service related competencies. Such an approach 
has been particularly pronounced in the recent period, when, through the reforms and 
primary, secondary education, and especially university education, the importance 
of developing outcomes related to service related competencies was recognized. 
 All the respondents agreed that the orientation to a user was imperative for the 
development of the entrepreneurship and development of entrepreneurial learning. 
In general, attitudes and behaviours in Montenegro have been revived in 
accordance with the principles of user orientation, and it is necessary that this 




According to the opinion of our respondents, employers and, generally, the business 
sector, must be in some way directly involved in the teaching process, based on 
precisely defined contractual obligations. It is especially important in this process to 
co-opt former students in the business sector, so - called Alumni. This model would have 
to be developed, especially through the creation of the so-called - Alumni 
organization, as well as through so-called Teaching bases or organisations in which 
practical teaching would be conducted. 
 Based on the students' attitudes and the experiences of the professors, it can be 
concluded that the student population appreciates especially the necessity of 
involving experts from the real sector into the teaching process.  
 The Higher Education Strategy envisages the development of Service Oriented 
Competencies, in particular through the audit of learning outcomes, which, in large 
part, must be oriented towards practical knowledge. In accordance with it, our 
respondents agree that Montenegro's strategic commitments are greatly applied, 
with the particular emphasis on the importance of service orientation, especially in the 
area of tourism, as well as agriculture and transport.  
 
Provision of Service Related Competences Education 
The higher education institutions must work additionally, in order to improve the 
conditions for the work of students and professors, primarily in the area of infrastructure, 
as well as the equipment. This includes the formation of better library funds, with more 
recent, international literature, oriented to new experiences in the areas of Service 
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better relationships with the economic sector in order to identify the needs for the new 
knowledge and technologies needed for development.  
 According to the opinion of the respondents, foreign organisations and companies 




Most of the interviewees think that the education for service related competences 
have to be realised during the school education, but also at the faculties. However, it 
is necessary to organise educational seminars for the elderly in order to ensure service 
related competences for this population. The entrepreneurs and representatives of the 
Chamber of Commerce also consider that similar, continuous training of employees, 
during their working engagement, is very important. They also agreed that the 
Chamber of Commerce is the most qualified institution to realize these training, but 
they can also be organised by the enterprises. 
 All the respondents believe that practical training is the best way of acquiring 
service related competences. If service related competences are acquired through 
the teaching process at the University, it is necessary to establish cooperation between 
enterprises and the University, because learning through practice is the most useful 
learning. The attitude of all interviewees is that student internship can be good 
practice and should be more established. 
 
Service related competences and Validation 
All the interviewees believe that creativity, communicativeness, team spirit, and 
flexibility are the most important for the realisation of service activities. They also 
believe that human resources are the most important resource for the enterprise 
because the creativity of the employees creates a basis for sustainable development 
of enterprises. All the interviewees think that the assessment of entrepreneurial 
competences should be realised by some tests and/or interviews. 
 They think that it is very useful to certify Service Related competences because 
certification is a proof of the competence. All the respondents agree that acquired 
service related competencies have to be documented. Also, the documents or 
certificates issued have to be recognisable on the labour market. In addition, the 
majority of respondents believe that the certificates issued must have detailed 
descriptions of the training conducted and that they should be issued by an 
accredited or authorised institution. However, all the interviewees are not familiar with 
the framework for validation of Service Related competence. 
 
Online Survey 
There were 80 responds from Montenegro, which is 18.06 % of the total sample. The 
highest number of respondents were younger than 30 (47.5%), and that, in the total 
sample, there were 86.25 % of respondents younger than 50. In addition, the highest 
number of respondents, 81.25%, comes from the area of higher education, i.e., 
students and professors.   
 Most of the respondents (96.25%) consider “service related competences” for 
personal development to be important, while only 3.75% of them considered them 
unimportant or they were not sure about their importance.  In addition, most of the 
respondents (93.75 %) consider “service related competences” in relation to “Finding 
a job” as important, while only a small number of them, as little as 2.5%, does not 
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(100%) consider Service related competences in relation to further career 
development as important.  
 Based on the analysis of figure 1, it can be observed that the highest number of 
respondents (48.75%) considers communicativeness as the most important aspect of 
service related persons. One-fifth (20%) thinks that the orientation towards a user is the 
most important for service related persons. Other aspects, such as cooperation, 
critical thinking, customer orientation, etc., were assessed as the “most important” 
from less than 10 respondents.  
 
Figure 1  
The Aspects and Competences That Are Considered as the Most Important for Persons 
Who Are “Service Related.” 
 
 
Source: Authors’ work 
 
 As E-VIVA project has the aim to validate acquired service related competences 
both for the professors implementing the project and for the students, which will be 
included in the training through the project, then the questions about the validations 
of these competencies, could be found as well.  
 The highest number of the respondents (47.5%) has no idea about what the 
competence validation could encompass, 45% of them have certain knowledge 
about that, while only 7.5% are familiar with the competence validation. In addition, 
70% of the respondents find the validation of these competences as important, and 
only 6.5% of them consider it as unimportant, while 23.75% are not familiar with it at all.  
 
Conclusion 
Service related skills and Social, Personal, and Organisational Competences are 
becoming competitive factors in the service economy. Most universities do not 
provide specific learning in this context, and there are no opportunities to acquire 
these competences. At the same time, there is no evidence for service related skills 
and competences for persons who acquired them outside the higher education 
sector. This was the main reason for the initiation of E-VIVA project.  The research was 
conducted through E-VIVA project, and it is presented in this paper, showing the 
current state of the art of the area in Montenegro. The findings support the need for 
further and additional, work both on acquiring knowledge and on the validation of 
service related competences.   
 According to the results presented in the three parts of the research, we found that 
in Montenegro has not seen significant efforts to make preconditions for the 
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for improvement in this field. Namely, the research showed that more interest in the 
improvement of these competences could be observed in the recent period.  
 It refers to young people who are about to go to a secondary school or a faculty 
and among entrepreneurs during the selection of their cadre. The needs of the 
business sector in Montenegro have led to a promotion of dual education in 
secondary schools, especially in service activities. However, since there are no 
specialized educational programs for the development of “competences oriented to 
services” in high schools or universities, these competences are being developed 
separately for specialized areas such as the areas of tourism, hotels, economy, law, 
language, etc. 
 The research showed that the service related competences are considered to be 
very important in all professions, both for finding a job and for further career 
development. The same refers to the validation of competences. In a similar vein, 
there is a need that these competences are more developed in areas where they do 
not have the prime relevance now. The need for validation of these competences 
was recognised by the majority of respondents.   
 The aim of the E-VIVA project is to enable incorporation of a module of learning 
about service-oriented competences into the educational programs at the University 
of Montenegro and the University of Donja Gorica. Creating the conditions for the 
improvement and validation of service oriented competences of students for the 
purposes of their faster learning and more quality inclusion on the labour market will 
be in focus in the forthcoming period.   
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